Case cancelation. 


pd 


Scenario Subject Description 


No customer No Customer Response Chat ended by CCR due to customer 
response, and you Chat ended by Live inactivity after 2.5 mins. No action 
ended the chat Chat representative taken. 


No customer 

response, and No Customer Response Chat ended by customer. No action 
customer ended Chat ended by customer taken. 

the chat 


Transaction verified? - 
Chatter request - 
Outcome of the chat- 


Agent locator. 


Please be advised you can use our MoneyGram app or website to find stores 
nearby under the tab “find a location”, you just need to enter your country 
and full address to find them. Would you like me to check the stores for you? 
Or would you like to try it on your own using the MoneyGram app? 


Helping with stores. 
Would you be so kind to share your full address including the zip code? 


Directed sends 
Directed sends Account deposit/card EDD not completed. 


Thank you. Just to complete verification on your transaction, could you 
please tell me your receiver's account number and the name of the receiving 
bank to confirm they are correct? 


Thank you for waiting. We understand how important this money is for you 
and the receiver, I'm glad to confirm the transaction was transmitted 
successfully to the receiving bank and is currently being processed; funds 
should appear shortly on your receiver's account. | verified the information 
and the account number is correct. In this case, as long as the account 
number is correct, the money should be wired. Banking hours, holidays 
and/or regulatory requirements may affect the deposit date, however, we 
can see in the system that the transaction should be deposited no later than 
XXXXXxX, this is the timeframe provided by the receiving bank however it 


could be deposited earlier, it depends on how fast the bank process the 
transaction and post the funds on the account. 


Directed sends Mobile wallet EDD not completed. 


Thank you. Just to complete verification on your transaction, could you 
please tell me your receiver's wallet account number and the name of the 
receiving wallet company to confirm they are correct? 


Thank you for waiting. We understand how important this money is for you 
and the receiver, I'm glad to confirm the transaction was transmitted 
successfully to the receiving wallet company and is currently being 
processed; funds should appear shortly on your receiver's account. | verified 
the information and the account number is correct. In this case, as long as 
the account number is correct, the money should be wired. Banking hours, 
holidays and/or regulatory requirements may affect the deposit date, 
however, we can see in the system that the transaction should be deposited 
no later than xxxxxx, this is the timeframe provided by the receiving wallet 
company however it could be deposited before, it depends on how fast the 
wallet service provider process the transaction and post the funds on the 
account. 


Directed sends Account deposit/card EDD completed. 


Thank you. Just to complete verification on your transaction, could you 
please tell me your receiver's account number and the name of the receiving 
bank to confirm they are correct? 


Please be advised that your transaction was successfully sent to our 
payment processor and will be wired further to the destination bank. 
MoneyGram international estimates a date of deposit (EDD) to the 
beneficiary's account based on processing time estimates specific for each 
country and supporting payment network, taking into account weekends and 
holidays; The calculation presents EDD based on local send market time 
zones, however this is an estimate only and the actual moment when the 
money appears on the account depends on many factors and may be 
delayed for any of the below reasons. 


Transaction is held for the AML screening and/or fraud monitoring reasons by 
MGI and/or the Account Deposit partner. 


National holiday is announced at a short notice and is not updated in MGI 
systems. 


Processing timing of the national payment network changes and is not 
updated in MGI systems. 


There was a processing issue with MGI, Account Deposit partner or national 
payment network. 


May | know when the last time the receiver check their account balance was? 
Complaint. 


Thank you for providing all the necessary details for your bank account 
transfer. | understand the importance of resolving this matter promptly, and | 
will escalate it to the appropriate department. MoneyGram will thoroughly 
investigate your case, which may involve reaching out to the relevant 
financial institution involved. Rest assured that once a resolution is reached, 
you will be notified via email. MoneyGram strives to resolve such cases 
expeditiously, in exceptional circumstances, it may take up 90 calendar 
days, however majority of cases are resolved within 30 days or less. For 
reference, your case number for this investigation is 12345678. 


Directed sends Mobile wallet EDD completed. 


Thank you. Just to complete verification on your transaction, could you 
please tell me your receiver's wallet account number and the name of the 
receiving wallet company to confirm they are correct? 


Please be advised that your transaction was successfully sent to our 
payment processor and will be wired further to the designated mobile wallet 
service provider. MoneyGram international estimates a date of deposit (EDD) 
to the beneficiary's account based on processing time estimates specific for 
each country and supporting payment network, taking into account 
weekends and holidays; The calculation presents EDD based on local send 
market time zones, however this is an estimate only and the actual moment 
when the money appears on the account depends on many factors and may 
be delayed for any of the below reasons. 


Transaction is held for the AML screening and/or fraud monitoring reasons by 
MGI and/or the Account Deposit partner. 


National holiday is announced at a short notice and is not updated in MGI 
systems. 


Processing timing of the national payment network changes and is not 
updated in MGI systems. 


There was a processing issue with MGI, Account Deposit partner or national 
payment network. 


May | know when the last time the receiver check their account balance was? 
Complaint. 


Thank you for providing all the necessary details for your mobile wallet 
account transfer. | understand the importance of resolving this matter 
promptly, and | will escalate it to the appropriate department. MoneyGram 
will thoroughly investigate your case, which may involve reaching out to the 
relevant financial institution involved. Rest assured that once a resolution is 
reached, you will be notified via email. MoneyGram strives to resolve such 
cases expeditiously, in exceptional circumstances, it may take up 90 
calendar days, however majority of cases are resolved within 30 days or less. 
For reference, your case number for this investigation is 12345678. 


Refund status: 


I am glad to inform you that the refund process is ongoing, and your money 
will be back within maximum 10 business days from the cancellation date. 
Please keep in mind that Saturdays, Sundays and holidays are not 
considered business days. 


Thanks for that information, | have checked the transaction and it is 
available to be pick up, is there any particular reason for the cancellation? 


Would you like me to cancel this transaction for you? Or would you like to try 
it from your profile? 


Customer willing to cancel on their own. 
If customer sent the transaction via Native App. 


Select Cancel Transaction at the bottom of the send confirmation (Ready for 
Pickup) screen. 


Are you sure you want to cancel this transaction? Message will pop-up. 
Select Yes. 


Important Notice window with the refund time-frame information will appear. 
Select | Understand. 


Select the cancel reason and press Confirm Cancellation. 


Once the transaction is canceled, screen confirming the successful 
cancellation will display. 


If customer sent the transaction via Website. 


After logging in, click View All in the Transaction History section. 


Choose the transaction that needs to be canceled. 
Click Cancel Payment at the bottom of the transaction details. 


Important Notice window will pop up, informing you to check your bank or 
card statement to see any potential MGI charges. Click | Understand. 


After clicking Continue, window will display prompting you to confirm the 
cancellation. 


Select the cancellation reason from the drop-down list and click Cancel 
Payment. 


Once the transaction is canceled, the Cancelation Successful window 
displays. Click OK. 


Help with cancellation. 


Thank you for waiting. | cancelled your transaction. You will receive a 
cancellation confirmation email. The refund amount is 54.99 USD and it will 
be completed within 10 business days. The refund will be sent back to the 
original payment method. For future references, you have the option to 
cancel the transaction online by going to Transaction Details from your 
online account. 


Rejected by partner. 

Thank you. | do apologize, your transaction was cancelled by MoneyGram 
because it was rejected by the receiving bank. Basically, MoneyGram tried to 
wire the money to the bank of your receiver, but his bank is rejecting the 
funds, our system automatically process a cancellation once the bank rejects 
the transaction. The refund time-frame is within 10 business days. 


Wallet rejection 


Thank you. | do apologize, your transaction was cancelled by MoneyGram 
because it was rejected by the receiving wallet company. Basically, 
MoneyGram tried to wire the money to the wallet account of your receiver, 
but her service provider is rejecting the funds, our system automatically 
process a cancellation once the wallet company rejects the transaction. The 
refund time-frame is within 10 business days. 


Shorter refund time-frame/Refund takes too long 
If customer asked why refund timeframe takes too long? 


| do understand that you would like to have your money faster. Please keep 
in mind your refund has already been approved and is in transition. A refund 


process involves an exchange of information between a few different parties 
(your bank, our bank and payment gateway). Each of these parties has their 
own procedures to complete the refund process/request, they need to 
communicate with each other and sometimes this process is not automated 
and requires a manual oversight. This is the reason it may take that long. 
Please wait for the time frame to get your funds reflected on your original 
payment method. 


Partial refund/Fee Refund 
For US customers 


Please be advised you will receive only the face amount without the fee 
since the transaction has been cancelled after 60 minutes from being sent. 
MoneyGram processed your transaction as you requested at the time of 
sending with no inconvenience on our end. As MoneyGram provided the 
service, we will keep the fee. Your transaction has been successfully 
cancelled. Remember an online refund will take 10 business days to be 
reflected on your original payment method. | am deeply sorry for the 
inconvenience. 


For non-US customers 


Please be advised you will receive only the face amount without the fees 
since the transaction has been cancelled after 30 minutes from being sent. 
MoneyGram processed your transaction as you requested at the time of 
sending with no inconvenience on our end. As MoneyGram provided the 
service, we will keep the fee. Your transaction has been successfully 
cancelled. Remember an online refund will take 10 business days to be 
reflected on your original payment method. | am deeply sorry for the 
inconvenience. 


Dissatisfied Customer-Fee refund 


| understand you and your receiver have faced issues with the transaction. | 
suggest you to submit a request to check your transaction situation. You 
need to submit an inquiry via the "Contact Us" link located at the bottom of 
the page, or under the "Help" or the “Help Center” link in the top right corner 
on the MoneyGram website. Your inquiry will be reviewed and you should 
receive a resolution email from MoneyGram. Your inquiry will be reviewed by 
a specialized team and MoneyGram International will contact you within 48 
hours. 


https://www.moneygram.com/mgo/us/en/help/contact 


Refund not received/More than 10 days 


I was checking your transaction and the cancellation was processed 
successfully refunded on the same day you cancelled it on our system. The 
system indicates your refund was completed on from MoneyGram's 
end. If you do not see the funds reflected on your account, | will suggest you 
to contact your financial institution to find out what is happening. | am sorry 
you are going through this. 


VOIDED. 


Thank you. The transaction has been successfully cancelled. Usually, the 
standard time-frame is completed within 10 business days. However, when a 
transaction is cancelled on the same day, the transaction may get cancelled 
and refunded on the same day as well. We can see in our system that your 
transaction has been successfully refunded on the day it was cancelled. It 
looks like a voided scenario and MoneyGram might not have collected the 
funds from your account. In such cases, the transaction is cancelled before 
MoneyGram settles the funds and MoneyGram loses its authorization to 
collect such funds. May you please go to your bank statement on January 
16th? 


Thank you for waiting, | can see the transaction was successfully canceled on 
your end, the standard refund timeframe for all funding sources is within 10 
business days, however when a transaction got canceled the same day as 
sent there is a possibility the transfer became voided and the funds should 
return the same day, please contact your bank to make sure if the transfer 
was voided, otherwise you would have to wait within 10 business days. 


Double charge. 

Thanks for waiting, | have checked the details and the transaction was 
charged only once in our end, keep in mind the system generates a record 
and a reference number for each charge and it is reflected on your 
transaction history, as you can see there is 1 transaction only, | will kindly 
suggest you to contact your bank to inquiry about the second charge. 


Amends. 

Thank you for waiting, the change was successfully saved, you can go ahead 
and advise the receiver to try to get the funds using the same reference 
number and the valid ID, due to the transaction was just updated. Besides 
this, is there any other question or request you may have? 


Amend not doable. 


As you are requesting to change the receiver’s name, here in MoneyGram we 
can offer you to refund the transaction and then, send a new one with the 
correct receiver’s details. Due to company policies and security reasons, this 
is the best option we can provide you with. Please bear in mind, if we 
process the refund the standard timeframe for you to get the funds will be 
within 10 business days. 

As an online customer you have the "cancel transaction" option in your 
profile. You can log into your profile and find it in your transactions history. 
We can also cancel it for you. Please keep in mind, for future transfers you 
need to ensure the name on the transfer matches the receiver's ID. 


Express payments. Not payable online 


It will be pleasure to check this for you, would you be so kind to share the 
biller’s receive code? 


Thank you for patiently waiting I've reviewed the biller information. | am 
afraid you can only send money to this biller at one of our store locations 
since the biller just accepts payment in cash. | will provide you the 
instructions for you to pay the bill. 


You need to find a location near you, Please let me know if you want me to 
find the closest location for you. Get the following information and provide it 
to the agent: 


Cash: Enough for your payment and the fee. 
Company's name and receive code. 
Account number provided by the biller. 
Valid ID. 

RFS 


Thank you for waiting. | was able to check account was closed by MoneyGram due 
to securities measures with your activity. MoneyGram has taken this precautionary 
step to ensure your protection against any potential losses. | am afraid your account 
will remain closed and you will be unable to send money through MoneyGram 
online. However, MoneyGram will still provide you with the option to send money 
from store locations. You can visit one of the store locations to avail the service and 
complete your transactions. | am sorry for any inconvenience this may cause and 


appreciate your cooperation in utilizing the alternative service offered by 
MoneyGram. 


RFS DUE TO R&B: 


Thank you very much for waiting Mr. ***. | strongly appreciate your valuable 
time, | have reviewed the details in your profile and | am deeply sorry for 
this, it seems our security system was not comfortable processing your last 
transaction online and as a result your account has been deactivated. The 
decision was carefully reviewed. I'm afraid you will not be able to use the 
online service anymore. However, you are more than welcome to use one of 
our store locations where the payment will be accepted in cash only. | can 
help you find a location for you. | apologize for any inconvenience we may 
have caused. | am deeply sorry, | would really love to do something to 
change it, | tried but | am unable. Please accept my apologies. 


MGNO 


| was able to check your account was closed by MoneyGram due to securities 
measures with your activity. MoneyGram has taken this precautionary step to 
ensure your protection against any potential losses. As a result, you will be unable 
to use MoneyGram for sending funds in the future. If you still wish to proceed with 
sending money, | recommend exploring alternative services that may better suit 
your needs. My apologies for the inconveniences. 


Hold 


Thank you for waiting. Please let me inform you that upon checking, we need 
to verify additional information about your money transfer to ensure its 
safety. | apologize if this might have caused an inconvenience for you but 
this process is required as we really take care of your own protection. Due to 
security, the verification must be completed over the phone, please contact 
us at XXXXXXX. 


If a customer inquiry more about the reason why his/her transaction was on 
hold, you might add: 


As a financial institution, we are required to follow regulations that obligate 
us to protect you as a consumer, therefore, every transaction processed with 
MoneyGram is subject to review. 


Troubleshooting App 


Thank you for waiting. | was reviewing the information in your profile and | 
can see it is active, and there are no errors on our end that could prevent 


you from sending money. Please follow basic troubleshooting steps. That 
includes: Closing the app and launch it again, you can also uninstall the app 
and download it back, let me know if it works. 


Okay, please try to use a different device such a computer or a different 
phone, change the internet connection and let me know if you are able to 
submit the transfer. 


I’m really sorry, since you are still facing the same issue, please send us an 
email to MGOEscalations@moneygram.com, including: description of the 
error, stage at which the error appears and screenshots. Please be advised 
one of our specialist will review the issue and work on a resolution. The 
resolution time frame this team have is a few days or weeks depending on 
the complexity of the issue. 


Troubleshooting web 


Thank you for waiting. | was reviewing the information in your profile and | 
can see it is active, and there are no errors on our end that could prevent 

you from sending money. Can you please tell me what kind of device and 

Internet browser are you using? 


Okay, please be advised the browser xxxxx is not supported please try to 
use Google Chrome, Safari, Microsoft Edge or Mozilla Firefox, let me know if 
it works. 


Okay, please follow basic troubleshooting steps. That includes: trying again 
from another Internet browser, clearing cookies, or use a different device 
such as a mobile. Also, you can use the Internet browser using the Incognito 
mode or use another device or network available. Let me know if it works. 


I’m really sorry, since you are still facing the same issue, please send us an 
email to MGOEscalations@moneygram.com, including: description of the 
error, stage at which the error appears and screenshots. Please be advised 
one of our specialist will review the issue and work on a resolution. The 
resolution time frame this team have is a few days or weeks depending on 
the complexity of the issue. 


Saved transactions app 


Thank you for waiting. | have verified the transaction and it seems that you 
did not complete the transaction or you got out of the page before the 
transaction was successful. As the transaction will not be charged, | can 
totally recommend you to feel free to make the transaction again but please 
wait until the transaction goes through this time. | will also recommend you 


to please follow basic troubleshooting steps. That includes: closing the app 
and launch or get into your Apps Store or Google Play, and confirm if you are 
using the last version of the app, and if you need updates, please download 
it. Also, you can use another device or connection available and try to 
logging into the MoneyGram website. 


Saved transactions web 


Thank you for waiting. | have verified the transaction and it seems that you 
did not complete the transaction or you got out of the page before the 
transaction was successful. As the transaction will not be charged, | can 
totally recommend you to feel free to make the transaction again but please 
wait until the transaction goes through this time. | will also recommend you 
to please follow basic troubleshooting steps. That includes: trying again 
from another Internet browser, clearing cookies, or use a different device 
such as a mobile. Also, you can use the Internet browser using the Incognito 
mode or use another device or network available. 


Reject and block 
Reject and Block - Reopening Account (Good Actimize rules) 


| would like to extend a sincere apology regarding your current account 
status. | will be more than glad to perform everything under my reach to re- 
activate your user, since it was blocked by our security system as a result of 
our ongoing efforts to keep your information and money protected. Please 
reset your password it will allow you this time to complete the reset, once 
you complete the password reset let me know to share further instructions. 


Were you able to reset the password? 

Thanks for confirming, now please log out and log back in to see a pop up 
message, you will be required to upload a valid photo ID for verification 
purposes, please make sure that the picture does not have glairs on 
it, fingers or flashlights. A clear and plain color photo is required. 
Once the ID gets approved, | will share additional instructions. 


You did a great job! | am glad to see your ID was successfully verified by our 
security system. Now, we can definitely move on with your profile 
verification. There is just one more step, which needs to be completed over 
the phone for security purposes. | invite you to contact us at 1-800-922-7146 
to finish this process and one of our representatives will gladly help you out. 
Please do not try to send another transaction before completing the 
verification over the phone otherwise the transaction may get rejected again. 


Form free refund: 


Okay. | am afraid the MoneyGram Chat team is unable to process this refund 
through our conversation. | am sorry for the inconvenience. In order to 
complete it, please contact Customer Service at 1 800 926 9400. You will get 
full instructions once your cancellation is completed. 


Transaction Status 
Sender 
If transaction is available 


Your transaction is currently available for pickup. Please make sure you 
provide the correct reference number to your receiver. He will need that 
number and a valid ID to collect the funds from a MoneyGram location. 


If transaction was received, tell the customer: 


Your transaction has been collected by your intended receiver. The funds 
were previously picked up on . Please make sure to contact your receiver 
in order to confirm this information. 


Sender 
If transaction is in RF6 status, tell the customer: 


Your transaction is not currently available for pickup, it is ready to be 
refunded. We will need to process a refund back to you. (Then, proceed to 
educate the customer, either if transaction is sent online or at the store) 


Receiver 
If transaction is in RF6 status, tell the customer: 


Your transaction is not currently available for pickup, | would highly advise 
you to please contact your sender for further assistance. 


Receiver 


If transaction is available, tell the customer: 


Your transaction is currently available for pickup. Please take your reference 
number and a valid picture ID to a MoneyGram location to collect the funds 
in cash. | can help you find the nearest location for you if you want. 


Pay with my bank. 


| have checked your transaction, and it is currently processing. Transactions 
sent with bank account will take 3 to 4 business days to be processed and 
generate the reference number. Please keep in mind weekends and holidays 
are not considered business days. Once it is processed, you will receive a 
confirmation email with an 8 digit reference number. Your transaction should 
be completed maximum . For future reference in order to process 
faster transactions, you can use a debit or credit card (Visa or MasterCard) to 
submit your transactions. 


The 9 digit authorization number you have is used for tracking purposes 
only. 


Transaction History request. 


Please let me inform you that you need to get the Transaction History 
Request Form online. Please follow my instructions to find the form online, 
click on the option Help located at the top hand right corner of the 
MoneyGram website. 


Then, please click on Service Forms. 
Finally, click on Historical Transaction Request under Money Transfer Forms. 
Records are only retained for 7 years back from the current year. 


Once the documentation is received and approved, request will be processed 
within a 10 business day time-frame. 


Historical Transaction Report consists of the following information: 
Sender's and receiver's names 

Send and receive dates 

Face and fee amounts 

Reference Numbers 


Please submit the completed form along with a copy of your valid ID to 
historicalrequests@moneygram.com. 


If customer resides in the US: 


To complete the payment, you need to complete an Express Payment 
transaction either through the MoneyGram website or through an agent 
location with the receive code 3941 and account number 1111111111. 


Please use the following link: US link 


http://global.moneygram.com/Documents/HistoricalRequest-US-EN.pdf? 
_ga=2.213273620.16861151.1599552342-298555983.1599552342 


If customer resides in European Union: There are no fees for EU 
Receive-only country: There are no fees 


None of the above: You need to complete a 10 Minutes transaction either 
from a MoneyGram location or website. Receiving information will be as 
follows: 


First name: MG Historical 
Last name: Transaction Request 


Destination: US 


You have to pay a fee depending on the time that you want your 
transactions history. Up to 12 months 25.00 USD. 1 - 3 years 50.00 USD, 4 - 
5 years 75.00 USD 6 - 7 years 100.00 USD. 


Fraud 

May | please know how you are related to the receiver? 

May | please know the reason why you sent the transaction? 

May | please know if you have ever seen the receiver face to face? 

How did you meet this person? 

May | please know how you were contacted by the receiver? 

May | know the receiver's email address? 

May | please know when the last time you saw the receiver face to face was? 


I'll share with you a legal disclaimer, | need you to please reply either yes or 
no once you've finished reading it, is that okay? 


MoneyGram International will share information regarding your money 
transfer and complaint with a complaint database used by national, state, 
and local law enforcement in the US and other countries. If you do not want 
us to share your personally identifiable information with the database, we 


will honor that request unless applicable law requires us to provide your 
identity to law enforcement. 


Kindly confirm, do you agree with this, yes or no? 

In this case, | need you to be aware of the following: 
Since the money has been delivered: 

MoneyGram can no longer refund the transaction, 


MoneyGram will create an internal report but since we're not a law 
enforcement institution we won't investigate nor pursue the fraudster on 
your behalf, 


MoneyGram will gladly assist your local authorities if the investigation is 
initiated and cooperation is requested. 


Please, contact your local FBI office or the police for further assistance and 
also please check the website www.fraud.org to check on more scenarios to 
prevent this from happening again to you. As part of MoneyGram policy, 
please remember to avoid sending money to people whom you've never met 
face to face, MoneyGram's service is meant to be used to support family and 
friends. Not for charity nor business purposes. 


Also, in order to protect you and your money, MoneyGram has reviewed your 
information internally and came to the conclusion that for your safety the 
service has been denied for you. We do appreciate you want to do business 
with us, but in MoneyGram we do care about our customer, therefore, to 
protect you and MoneyGram against any loss, our security system has 
blocked you and unfortunately you will not be able to use our service. So we 
deeply regret it but MoneyGram is no longer an option for you to use. If you 
still want to send money, you'll need to use a different service/provider. 


Updating payment methods. 


If you are using the app, you can delete your card by clicking on the 3 lines 
in the right upper corner. Then, you need to click on the Profile option. 
Finally, you will see a new screen where you will be able to delete the cards. 


If you are using the website, you can delete your card by clicking on View 
Profile Info on the home page. Then, you will see a new screen where you 
will be able to delete the cards. 


Phone number change 


Thank you. | will provide you with the instructions. If you are using the app, 
you can change your phone number by clicking on the 3 dots in the right 


upper corner. Then, you need to click on the Profile option. Finally, you will 
see a new screen where you will be able to do it. 


Thank you. | will provide you with the instructions. If you are using the 
website, you can change your phone number by clicking on View Profile Info 
on the home page. Finally, you will see a new screen where you will be able 
to do it. 


Updating dob/name on profile 


Thank you for waiting. | will send the request to the proper department so 
your date of birth can be updated on your online profile. Please allow us 24 
hours to complete the request. You will get an email once the change is 
done. 


Thank you for waiting. | will send the request to the proper department so 
your name can be updated on your online profile. Please allow us 24 hours to 
complete the request. You will get an email once the change is done. 


Locked account 


Thanks, to unlock the account please click on the "forgot password" link on 
the log in screen, then you will receive a security code that remains valid for 
30 minutes only, once you enter the code and set up the new password the 
account will be unlock automatically. 


System outage 


| apologize for the inconvenience; it seems our system is currently down. | 
am afraid, we are experiencing issues and we are working to get it resolved 
as soon as possible. We will advise you to please wait at least 1 hour to 
contact us back. 


| apologize for the inconvenience; it seems our system is currently down due 
to an update. | am afraid, we are experiencing issues and we are working to 
get it resolved as soon as possible. In the meantime, would it be possible for 
you to get in contact with us in 1 hour? 


Receive troubleshooting 


Empathy + Acknowledgement: | am sorry your receiver was having a hard 
time collecting the funds. As our valuable customer, this is not the 
experience we want you to have. Let me go ahead and troubleshoot this 
right away, | will need to verify some information to rule out any incident 
with your transaction. 


Could you please tell me if the agent provided any type of error code or 
message to your receiver? 


Did the receiver tell you a specific reason about why the money could not be 
paid? 


Could you please confirm the destination country? 
May | have the destination state, please? 


Could you please confirm the receiver’s name as it appears in their ID and let 
me know if they have additional names? 


Does your receiver have a valid photo ID? 


What is the name of the store where the receiver is trying to collect the 
funds? 


Has your receiver by any chance tried to pick up the funds from a different 
agent location? 


If Yes: | truly appreciate the information you have shared with me. | am glad 
to confirm the transaction is available to be received and all is good on our 
end. Kindly advise your receiver to visit any MoneyGram location and have 
the agent to call us to provide further assistance. Remember the receiver 
needs to have a valid ID to collect the funds, and the name on the transfer 
should match exactly what appears on the ID. In addition, please confirm 
your receiver is using the correct reference number. 


If No: Upon checking your transaction details, | am glad to confirm that your 
transaction is available to be received. We kindly invite you to advise your 
receiver to visit another MoneyGram location to collect the funds. You are 
more than welcome to find locations in the MoneyGram website/app using 
the link: https://www.moneygram.com/mgo/us/en/locations/ 


If your receiver is still having issues, please ask him/her to have the agent 
call us in order to provide further assistance. Remember your receiver needs 
to have a valid ID to collect the funds, and the name on the transfer should 
match exactly as it appears on the receiver's ID. 


Money order replacement inquiry 


My apologies. there is not a Money Order representative available at this 
time since the department is closed. To further assist you with your inquiry, 
please contact Customer Service at 1-800-542-3590 on Monday. You could 
also try to check it online by going to the option "Help center and clicking on 
Money Order. They are available: Monday - Friday: 8:30 AM - 6:00 PM CT 
Saturday - Sunday: closed 


Onfido. 


Thanks for waiting. | was able to check your ID was successfully verified and 
the transaction you were trying to send was not completed due to the ID 
verification, as it was not charged you can try to submit a new transaction 
now that your ID has been verified, my apologies for the inconveniences. 


Gr Hold 


Thank you for waiting, | was able to check the transaction has been 
cancelled by MoneyGram due to It is possible that the intended receiver has 
met one of the limits imposed either by MGI or country regulations, you can 
send to the same receiver the following week or send to another receiver, 
the standard refund timeframe is 10 business days, my apologies for the 
inconveniences. 


LexNex VERIF: 


In order to activate your account, | will need to ask you additional questions 
based on public records to verify your identity. Is that ok with you? 


Could you please tell me what is the county or parish for your current 
address? 


Which state was your Social Security Number issued in? 
Are you familiar with an address on ? 
Could you please tell me the city and state for this address? 


Do you know someone by the name of ? If you do, could you please tell 
me either his/her approximate age or month of birth? 


Do you know someone by the name of ? 
Is it okay, if | ask you a question about her/him? 


Could you please tell me either his/her approximate age or month of birth? 


MoneyGram has verified your identity successfully. | am glad to tell you that 
your profile has been unlocked. 


Holds Interview. 


ALERTED PARTY 


We have reviewed the details in your transaction and it needs some 
additional information. To protect you and your transfers and ensure the 
funds are sent correctly MoneyGram, has the obligation to obey many 
internal and international regulations. As a result, each transaction is subject 
to review. By providing us with additional information, the transaction could 
be available for pay out. | will need to gather some details. Is that ok? 


NON-ALERTED PARTY 


Thank you for waiting. | reviewed your transaction and identified it requires 
further verification so it is necessary to reach a specialized team for further 
assistance over the phone. MoneyGram needs to verify additional 
information from your sender/receiver to ensure that the money is 
transferred correctly. By providing us with additional information, the 
sender/receiver can make the transaction payout possible. Please have them 
contact our Customer Service for further assistance at 1 800 926 9400. Is 
there anything else | can help you with? 


| reviewed your transaction and identified it requires further verification so it 
is necessary to reach a specialized team for further assistance over the 
phone. MoneyGram needs to verify additional information from your receiver 
to ensure that the money is transferred correctly. By providing us with 
additional information, the receiver can make the transaction payout 
possible. Please have them contact our Customer Service by adding phone 
number to this link so a representative can contact him: 
http://www.callmoneygram.com/contactme 


Hold Interview probing 


Could you please provide me with the reason for sending the money and the 
specific relationship between you and the receiver? 


Could you please provide me what will the money be used for? 


Could you please provide me with your occupation and the source of funds 
for this transaction? 


What is the reason for sending money the previous six months? To whom do 
you normally sent Money with MoneyGram? 


Could you please provide me the specific relationship between you and the 
receiver? 


Could you please provide me with your occupation? 

What is normally the purpose? 

§ PURPOSE Follow up (Purpose): 

Could you please provide me what will the money be used for? 

Do you know what the money will be used for? 

Can you share an example of how the funds will be used? You are not 
required to provide much detail, but an example of how the funds will be 
used. 

Applicable for gift, support, personal expenses, business, etc. 

Why do you typically use MoneyGram? 


What is the reason for sending money the previous six months? 


What is the main purpose for all transactions you have sent with 
MoneyGram? 


Are you planning to send more money in the future to this person? 
How often will you be sending money to this person? 
Have you met the receiver in person? 


When was the last time you saw the receiver physically face to face in 
person? 


How long have you known this person for? 

§ RELATIONSHIP / Follow up (relationship): 

How long have you known the receiver? 

How did you meet this person? (If applicable) 
When/Where did you last meet in person? 

How do you normally communicate with the receiver? 


Have you met the receiver in person? 


Are you using MoneyGram online to purchase goods or services? 
What kind of item/service are you buying? 

Where did you find out about this offer? 

Where you contacted by the seller? How did the seller contact you? 
Did the seller request the use of MoneyGram as the payment method? 
Have you bought before from this seller? 

Did you successfully receive the goods you paid for? 


Were you over paid on a check or pay pal transfer, and are being asked to 
send back the exceeding amount? 


Is the seller asking you to pay courier expenses? 

§ OCCUPATION: Follow up (Occupation): 

Could you please share what is your occupation? 

What do you do for a living? 

Which industry do you work in? 

What is your job title? 

What is the name of the position you hold at your company? 


What was your occupation before? (Retire/unemployed) 


§ RESOLUTION 
RELEASED 


Your transaction has been reviewed and the funds are now being released 
and available for payout. Please inform your receiver the transaction can be 
picked up from any MoneyGram agent location by providing the same 
Reference Number. Please remind the receiver to present a valid photo ID at 
the agent location to pick up the funds. Is there anything else | can assist 
you with? 


Your transaction has been reviewed and the funds are now being released 
and available for payout. The expected received date is _. You just need to 
advise the receiver to wait until the timeframe is completed to see the 
deposit. 


Thank you for waiting. Your transfer has been successfully released and 
available for payout. Please advise the receiver to visit a MoneyGram store 
to collect the funds using the same reference number and a valid ID. 


REFUND - NON MGO 


Thank you for waiting. After carefully reviewing your transaction, 
MoneyGram decided to decline the transaction and make it available only for 
a refund. Please go back to the agent location to pick up your refund. | will 
provide you a new reference number for you to collect the funds. Allow me a 
moment to work on your refund. (Proceed with sender refund). 


REFUND - MGO 


Thank you for waiting. After carefully reviewing your transaction, 
MoneyGram decided to decline the transaction and make it available only for 
a refund. MoneyGram will transmit the credit to the card issuer within 10 
business days, not including weekends and holidays. Is there anything else | 
can help you with? 


Follow up (refund): Can you tell me why? 


| really apologize, | wish | could provide you with more information but in 
certain circumstances legal or regulatory requirements may prevent us from 
being able to share with you the specific reason why we are unable to send 
your requested transfer. Do you have any additional question? 


Follow up (refund): | need someone who tell me why? 


I am so sorry. Please know that due to our internal rules and regulations, this 
decision is final and it cannot be changed. | will be glad to assist you further 
with any other issues you may have. As per our terms and conditions, we 
cannot disclose any reasons related to security events to protect the 
integrity of our security system. Is there anything else | can assist you with? 


